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ABSTRACT  
The Objective of the research was to test and analyze the influence of the Quality 
System and Information Quality on the Last Users' Satisfaction with System Application 
Product (SAP) with Perceived Usefulness as moderating variable, whether the 
variables of Quality System and Information Quality simultaneously and partially had 
the Last Users 'Satisfaction with SAP, and Perceived Usefulness as moderating variable 
influenced by the correlation of Quality System and Information Quality with the Last 
Users' Satisfaction with SAP. The research used causal method. Primary data were 
gathered by the distributing questionnaire to the employees of National Electricity 
Company, the Sumatra Power Plant Development Unit. The population was 207 
employees, and 42 of them were used as the samples, taken by using purposive sampling 
technique. The result of the research showed that, partially, the System Quality had 
positive and significant influence on the Last Users 'Satisfaction with SAP, while the 
Information Quality had Last Users' Satisfaction with SAP. Simultaneously, Quality 
System and Information Quality have Last Users' significant influence with SAP, while 
Perceived Usefulness was not moderating variable. 
  
Key Words: Quality System, Information Quality, the Last Users' Satisfaction with 
System Application Product (SAP), Perceived Usefulness 
  
 
1. INTRODUCTION 
Rapid technological developments and increasing business competition , require many 
companies, especially limited liability companies (PT) to further improve their 
performance in managing business processes. One of the efforts that must be done is by 
utilizing information systems as a competitive advantage for companies. An integrated 
information system can be used as a tool for business strategy decision making. The 
form of information system development supported by Information Communication 
Technology (ICT) devices is Enterprise Resources Planning . 
Various types of Enterprise Resources Planning continue to emerge on the market that 
offers various alternatives for companies in managing developing businesses such as 
SAP, BAAN, Oracle, PeopleSoft, etc. One of the best-selling Enterprise Resources 
Planning products on the market and used by large companies is SAP (System 
Application & Product). As one of the largest companies that serves millions of 
customers and has high business complexity, a sophisticated information technology is 
needed in completing the company's operational activities. To make things easier, 
National Electricity Company currently uses the System Application Product to replace 
the previous accounting software products. 
2. STUDY OF LITERATURE AND HYPOTHESIS DEVELOPMENT 
 The theoretical basis used as the basis of this research is the research of DeLone 
and McLean (1992) who tried to develop the concept of Information System Success 
(IS Success), by evaluating 180 concept studies of IS Success previously conducted in 
1970-1980. From the results of research conducted, there are more than 100 criteria in 
evaluating the success of information systems. And from the results of these studies, 
DeLone and McLean made a model consisting of 6 successes of an information system 
including: system quality, information quality, use , user satisfaction, individual impact, 
Organizational impact.  
  
2.1. User Satisfaction 
 User Satisfaction in this study is the level of user satisfaction with the 
accounting software used and the output produced by software that is assessed through 
content, accuracy, format, easy of use, timelines, informativeness. 
User satisfaction with an information system is how the user perceives the 
information system in real terms, but not on the quality of the system technically 
Guimaraes, Staples, and McKeen ( 2003). 
  
2.2. System Quality 
 System quality is a characteristic of inherent information about the system itself 
DeLone and McLean (1992). The quality of the system in question in this research   is 
quality software accountant which consists of reliability, userfriendliness, and 
understandbility, which is seen from the user's perception. 
 
2.3. Information Quality 
              Information quality is the quality of output in the form of information produced 
by the information system used (Rai et. Al ., 2002). Some characteristics for assessing 
the quality of this information are: authenticity, accuracy, completeness, uniqueness, 
timeliness, relevance, comprehensibility, precision, conciceness, and informativeness 
(Weber, 1999). 
  
2.4. Perceived Usefulness 
            Perceived usefulness, or abbreviated as PU in this study, defines user 
perceptions of usefulness as meaning user perceptions of the extent of the impact of the 
use of accounting software that might affect their performance later. 
  
2.5. List of Prior Research Review 
             This research examines the effect of system quality and information quality on 
the end user satisfaction of the System Application Product (SAP) with Perceived 
Usefulness as a Moderating Variable in the National Electricity Company of the 
Sumatra Power Plant Development Unit which refers to previous research, namely: 
             Butar - Butar (2013), examined the Effect of Quality System, Information 
Quality and Service Quality on User Satisfaction SAP R/3 with Perceived Usefulness as 
a Moderating Variable at PT. INDOSAT MEDAN. This type of research is causal 
research. Data collection was carried out by collecting data in a primary manner 
obtained through distributing questionnaires to employees of PT Indosat Medan. The 
population in this study were all employees of PT Indosat Medan as many as 309 
people. The research sample used in this study amounted to 30 people using the quota 
sampling method. The results showed that partially System Quality had no significant 
effect on User Satisfaction of SAP R/3, Information Quality and Service Quality had a 
significant effect on User Satisfaction of SAP R/3 through factor testing. 
Simultaneously System Quality, Information Quality and Service Quality have a 
significant effect on User Satisfaction of SAP R/3. And the results of the study also 
show that fullness is not a moderating variable. 
  
  
  
  
  
  
 
 
 
 
 
 
 
 
  
       Figure 2. 1. Framework for Research Concepts 
 
3. RESEARCH METHODS 
       This study uses a causality research design that is useful for analyzing the 
influence between one variable and another. The data used in the study is the type of 
primary data collected through questionnaires to users of the Application Product 
System ( SAP) on National Electricity Company Sumatra Power Plant Development 
Unit . research conducted at National Electricity Company Sumatra Power Plant 
Development Unit on October 2016 to June 2017. 
 
Population and Research Sample 
     Population is an area of generalization that consists of objects / subjects that 
have certain qualities and characteristics set by the researcher to be studied and then 
drawn conclusions during the period 2016 - 2017. Sampling using purposive sampling 
method, sampling by taking into account certain criteria, namely to employees who 
become use FM, HR, MM totaling 42 people. 
  
Variable Operational Definition 
      The dependent variable (Y) is User Satisfaction. User satisfaction The 
information system in this study is the level of user satisfaction with the accounting 
software used and the output produced by the software . 
             Independent variables (X) are variables that can affect changes in independent 
variables, in this study include: 
1. System Quality (X1) is a characteristic of information that is inherent about the 
system itself. Therefore , the higher the quality s ne system, the higher the level 
of user satisfaction who uses it. The indicator consists of: accuracy, timeliness, 
relevance, informativeness, and competitiveness . The measurement scale used is 
  
  
  
  
Perceived 
Usefulness 
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Quality oof 
Information 
(X3) 
Quality of  
System(X1) 
Satisfaction  
The User Off 
SAP (Y) 
interval scale. 
2. Information quality (X2) is the quality of output produced by a system. 
Indicators used include: accuracy, timeliness, relevance, informativeness and 
competitiveness. 
 The moderating Variable (Z) is: perceived usefulness which is defined as the 
user's perception about the extent of the impact of the users of accounting software that 
might affect their performance. Indicators used include: work more quickly, increase 
productivity, job performance, effectiveness, make a job easier and useful. 
  
4. DATA ANALYSIS METHOD 
 Data analysis method used in this research is descriptive statistics, multiple 
linear regression analysis and residual test for moderating variables. The data will be 
processed using the Statistical Package for Social Science (SPSS) application . The 
logit estimation model is formulated as follows: 
Y = α + β ₁ X ₁ + β ₂ X ₂ + ε ....... (1) 
Z = α + β ₁ X ₁ + β ₂ X ₂ + e ..... ...... .. (2) 
│e │ = α + β 3 Y ... ... ... (3) 
 
5. RESEARCH RESULT 
Descriptive Statistics 
 This descriptive statistic provides a general description of the research object 
that is sampled. Descriptive statistics are focused on minimum values, maximum 
values, average values, and standard deviations.  
 
 
 
 
 
 
 
 
 
Data Validity Test and Data Reality Test. 
 Validity test is used to measure whether a questionnaire is valid or not. In a sil h 
SPSS calculations that have been tested, there are some questions that are invalid due to 
more small of r-table is 0.2973, so the question must be discarded. 
          Data reliability test is used to measure the level of consistency between 
observations with instruments or measuring instruments used at different times. From 
the results of the data reality test results of Cronbach Alpha> 0.6, it can be concluded 
that the data is realiable meaning that the respondent answers consistently. 
  
Classic Assumption Test 
This test is conducted to find out if there is a violation of classical assumptions that 
form the basis in the multiple linear regression model. 
  
Normality Test 
Normality test aims to find out whether in the regression model, confounding or 
residual variables have normal distribution or not. Normality testing was carried out 
using the non-parametric One-Sample Kolmogorov – Smirnov (KS) test and the normal 
Probability Plot graph with the following results:               
 
Table 1 Normality Testing Results 
 
  
  
  
  
  
  
  
               
 
 Based on the results of the classic assumption test, there is a data distribution 
that tends to be normal, where the distribution pattern of the image forms a wave that 
curves to the center and does not tilt to the right and does not tilt to the left, or in other 
words the residual value of the histogram approaches zero so that the data is normally 
distributed. 
  
Table 2 Results of Normality Testing after Data Transformation 
 
                                                 
  
  
  
  
  
  
  
              From table 2 above can be seen the significance value (Asymp. Sig. (2-tailed)) 
is equal to 0.997, meaning that the value is greater than 0.05 so it can be concluded that 
the data is normally distributed 
  
Multicollinearity Test 
              This test is conducted to see whether there is a correlation between independent 
variables. To find out if there is multicollinearity, it can be seen from the VIF values 
found in the table below: 
 
Table 3 Multicollinearity Test Results 
  
 
  
  
  
  
  
  
  
              From the table it is found that all independent variables have a greater 
Tolerance value equal to 0.1 and a smaller VIF value equal to 10 thus there are no 
multicollinearity symptoms in the independent variables studied. 
  
Heteroscedasticity Test 
              The purpose of heteroscedasticity testing is to test whether in a regression 
model there is a variance inequality from residuals from one observation to another. 
Detection of the presence or absence of heteroscedasticity is to see whether there is a 
pattern certain . 
Figure 2 Heteroscedasticity Test 
  
 
  
  
  
  
  
              Based on Figure 2 the graph of scatterplots shows that the points spread 
randomly and spread both above and below the number 0 on the Y axis. It can be 
concluded that there is no heteroscedasticity in the regression model. 
  
Hypothesis Test Results 
Test F 
 
Table 4 Test Results F 
ANOVA b 
Model 
Sum of 
Squares df 
Mean 
Square F Sig. 
1 Regression 208,280 2 104,140 6,802 .003 a 
Residual 597,054 39 15,309     
Total 805,333 41       
a. Predictors: (Constant), QUALITY INFORMATION, 
SYSTEM QUALITY 
  
b. Dependent Variable: SAP 
SATISFACTION 
      
  
 Based on Table 4 it is known that the significant value 0.003 is smaller than 0.05 
and F
count
> F
table  
(6,802 > 2,61) then Ha is accepted so that it can be said that 
simultaneously intellectual capital, company growth and company size affect SAP End 
User Satisfaction. 
 
T test 
 
 Based on the calculation results as in table 5, the following equation is obtained: 
              Y = 28,855 + 0, 705 System Quality - 0, 328 Information Quality 
 
 
 
1. System quality variables have a beta of 0.705, which means that every increase in 
system quality is 1%, so there is an increase in SAP end user satisfaction of 70.5% 
assuming other variables are considered constant. The significance of the system 
quality variable is 0.002 <α = 0.05, so H0 is accepted, so that the quality of the 
system partially affects the satisfaction of the end user of SAP. 
2. Information quality variables have an equation of -0.328 which means that every 
1% increase in system quality will decrease SAP end-user satisfaction by -32.8% 
assuming other variables are considered constant. The significance of the 
information quality variable is 0.029 <α = 0.05, so Ho accepts that the quality of 
information partially affects the satisfaction of the end user of SAP. 
  
Determination Coefficient Test (R²) 
  
Table 5 R² Test Results 
 
Summary Model b 
Model R R Square 
Adjusted R 
Square 
Std. Error of the 
Estimate 
1 , 491 a , 241 , 214 , 80593 
a. Predictors: (Constant), LN_IC, SIZE, GROWTH 
b. Dependent Variable: LN_KINERJA 
  
 The coefficient of determination (Adjusted R square) is 0.214 or 21.4%. This 
means that intellectual capital, company growth and company size can explain the 
company's performance variables by 21.4% while the remaining 78.6% is explained by 
other variables outside this estimation model. 
  
Variable Moderating Regression Test 
  
Table 6 Residual Test 
  
 
  
  
  
  
  
  
  
From the results of multiple linear regression, the linear regression equation is shaped: 
PERCEIVED USEFULNESS = 33,344 + 0,068 SYSTEM QUALITY - 0,104 
INFORMATION QUALITY   ……………………….……..(Pers 1) 
              From this equation, it can be concluded that the independent variables of 
system quality and information quality do not affect the perceived usefulness 
moderating variables seen from the significant value greater than 0.05. 
              The regression equation above aims to get residual values from moderating 
variables. A variable can be said as a moderating variable if it has a negative coefficient 
and has a significant effect. . The results of testing residual values can be seen in table 
7. 
  
Table 7 Residual Test Results 
Table 5.10 
Coefficients a 
Model 
Unstandardized 
Coefficients 
Standardized 
Coefficients 
t Sig. B Std. Error Beta 
1 (Constant) 3,708 4,670   .794 .432 
SAP SATISFACTION -166 .087 -.028 -.178 .860 
a. Dependent Variable: ABS_RES1         
  
 Based on table 5.8 it can be seen that the moderating equation is as follows: 
| e | = 3,708 - 0, 016 End user satisfaction SAP ......………… (Pers 2) 
             A variable is said to moderate if there is a negative and significant non-free 
variable, Ghozali (2013). Research Results in the table 5.10 illustrates the value of the 
variable is not significant. This is seen from the significant value of SAP end user 
satisfaction 0.860 <α = 0.05 and the equivalent is -0.016. The results of this study 
indicate that the coefficient of SAP end user satisfaction negates if it is not significant. 
So it can be concluded that Perceived Usefulness cannot moderate the relationship 
between system quality and information quality to the end user satisfaction of SAP. 
  
6. DISCUSSION 
  
a. Effect of System Quality on SAP End User Satisfaction               
 The results of this study indicate that the system quality variable has a 
significant positive effect on the end user satisfaction of SAP. This positive influence 
shows that the system quality variable is in line with SAP end user satisfaction. This 
means that the higher the quality of the system, the higher the level of end user 
satisfaction SAP. 
 The results of this study are in line with McLean (1992), McKiney (2002), Rai 
(2002), McGill (2003), Subramanian (2005) and Livari (2005) suggest that the quality 
of information systems has a positive effect on the satisfaction of users. 
 
b. Effect of Information Quality on SAP End User Satisfaction  
 The results of this study indicate that information quality variables have a 
negative and significant effect on the satisfaction of end-user SAP. Show that 
information quality variables are not in line with SAP end user satisfaction. This can be 
caused by the personal technical ability of each end user of SAP that is different, so that 
if there are problems in the input process, then the results of the information produced is 
certainly not in accordance with what is needed by the end user of SAP. 
 
c. Perceived Usefulness in Moderating System Quality and Information 
Quality Against SAP End User Satisfaction 
  Based on the results of the residual test it is known that the End User 
Satisfaction variable has a significant value of 0.860 greater than 0.05 and a negative 
parameter coefficient of -0.016. The residual test results obtained that Perceived 
Usefulness in this residual test is not a moderating variable that can strengthen or 
weaken the influence of System Quality and Information Quality on SAP End User 
Satisfaction. This is not in line with Zviran's research (2005) which states that Perceived 
Usefulness has a strong correlation to User Satisfaction. 
  
 
7. CONCLUSIONS & SUGGESTIONS 
CONCLUSION 
Based on the results of the data analysis and the discussion carried out in the previous 
chapter, this study yields some conclusions as follows: 
1. Based on the results of simultaneous testing of system quality and information 
quality variables have a significant effect on the End User Application System 
Product Satisfaction (SAP) in the National Electricity Company of the Sumatra 
Power Plant Development Unit. 
Based on the partial test results, the system quality variable has a significant 
positive effect on the end user satisfaction of the Product Application System 
(SAP). And information quality variables have a negative and significant effect on 
the end user satisfaction of Product Application (SAP) in the National Electricity 
Company of the Sumatra Power Plant Development Unit. 
2. Based on the results of testing the moderating variable shows that Perceived 
usefulness cannot moderate the relationship between system quality and 
information quality with the end user satisfaction of the Application Product 
System (SAP) in the National Electricity Company of the Sumatra Power Plant 
Development Unit. 
 
RESEARCH LIMITATIONS 
The limitations in this research are as follows: 
1. The limitations of researchers in determining the location of the study are limited to 
the National Electricity Company of the Sumatra Power Plant Development Unit, 
while the National Electricity Company still has other units in Sumatra, so it does 
not describe the whole Sumatra region.  
2. In this study, data collection was only carried out by distributing questionnaires, 
while interviews and observations were not conducted so that they could not know 
the extent to which the employees of the Sumatra Electric Power Development 
Master Unit in implementing SAP. This study uses a sample of 42 people where the 
sample is SAP's end-user employees at the Sumatra Power Plant UIP National 
Electricity Company office, but of the 42 people who use SAP software but do not 
get SAP training.  
3. In this study, variables that affect SAP End User Satisfaction are limited to the 
independent variables of system quality, information quality and Perceived 
Usefulness as moderating variables.  
  
SUGGESTION 
 From the results of the research conclusions and research limitations, the 
suggestions that can be given are as follows: 
1. for the next researcher can do a comparison with various other companies in order 
to find out how far the company is implementing the success of the information 
system. for example examining SAP end user satisfaction at the Sumatra Regional 
National Electric Company, because of course the perceived satisfaction of each 
unit is different.  
2. For the next researcher, in addition to using the questionnaire also conducts 
interviews and observations as a consideration to assess the objectivity of the 
respondents' answers.  
3. The next researcher who wants to do research development should consider other 
variables that affect User Satisfaction in addition to the variables that have been 
examined in this research such as Use, Net Benefits, Individual Impact and others 
as independent variables, intervening variables and moderating variables. . 
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